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Outcome-driven Service Provider













Stakeholder-Driven Performance Management 
Mission-Oriented Investigation and Experimentation (MOIE)
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SOAP = Simple Object Access Protocol
UDDI = Universal Description, Discovery, 
and Integration


















































ROI Analysis SOA investment
option
- List of priorities
- List of relative desirability
- Comparative customer satisfaction ratings
- Balanced Scorecard ratings
- Number of votes "for" and "against"
(1)  What are the social consequences?
(2)  What are the strategic implications?
(3) What is the effect on employee morale?
(4)  What are the political ramifications?
(5)  Stoplight matrix of risk assessment
Investment costs and benefits 
can be quantified, but not 
accurately monetized?
(e.g., customer satisfaction)
Investment costs and benefits 
can be monetized, but not 
easily?
(e.g., productivity)
Investment impacts cannot be 
accurately expressed 
monetarily?





Investment costs and benefits 




































what we learned in finance class
ROI analysis = 
ROI calculation + assessment of intangibles
SOA Participant
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 Key reasons for SLA failure:
– Lack of well-defined requirements at the time of RFP issuance
– When performance interdependencies exist, each party must have solid data 
on its own performance to counter challenges 
 Key SLA lessons learned [1] :
– Agree to pre-existing service levels
n Some Government agencies agree that the required service levels will be set 
at pre-existing performance levels. By doing so, they preserve the current 
service that the new contract was designed to improve
– Agree to service levels before contract award
n There is little incentive to uphold post-contract award agreements
– Do not agree to fix service levels at initial provider performance
n This reduces flexibility and incentive to get better performance if future needs 
are not known
– State incentives appropriately 
n Ensure incentives reinforce positive behavior expectations
– Don’t ask for the moon
n Performance should be critically examined and consider cost drivers
[1] “The Outsourcing Revolution, 2004: Protecting 
Critical Business Functions”, J. Delaney
Applying SLAs to Manage SOA Service 
Provisioning
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More key lessons learned
– Less is more—make SLAs simple and familiar
– Make SLAs measurable and actionable
n Collect data to be acted on
n Predetermine actions to be undertaken when metrics fall short
– Detail the unusual areas and boiler plate the rest
n “Must haves” should be articulated in the contract itself
– Describe methods for withholding/reducing fee
n Loss of business/productivity is rarely compensated directly
- Typically, a rebate proportional to the shortfall is used
n SLAs typically include escalation procedures and conditions under which 
they are invoked
– Incorporate contract language that allows SLAs to be changed















Per the Government Accountability Office (GAO) in reviewing Navy-Marine Corps Intranet  
(NMCI) performance:  “The Navy defined strategic goals for its NMCI program and 
developed a plan for measuring and reporting on achievement of these goals. However, 
the Navy did not implement this plan, choosing instead to focus on defining and 
measuring contractually specified SLAs.  Program officials did not have performance 
data to demonstrate progress in relation to strategic goals.  Without effective 
performance management, the Navy is increasing the risk that the program will continue 
to fall short of its goals and expected results.” GAO-07-51, December 2006, pp. 18-19.
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SOA SLA Governance
GAO report [1] on NMCI effort strongly suggests that 
downside risk associated with SLAs is “getting lost in the 
trees for the forest”
– Suggested SLA Governance Framework to ensure SLAs are effectively 
managed and align with expected outcomes:



































Identify areas in 
SLA which require
updates or changes 
